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CITY  AND  COUNTY  OF  SAN  FRANCISCO 


OFFICE  OF  THE  CONTROLLER 


MEMORANDUM 


TO: 


Mayor  Willie  L.  Brown,  Jr. 
Members,  Board  of  Supervisors 
Department  Heads 
Interested  Parties 


FROM:  Ed  Harrington,  Control 


DATE:  October  31,  1996 


SUBJECT:  Citizen  Survey 


I One  of  the  best  ways  to  discover  if  you  are  meeting  the  needs  of  your  citizens  is  to  ask  them.  In 
the  past  City  officials  and  managers  have  often  had  to  rely  on  anecdotes  or  the  “vocal  minority” 
to  try  to  figure  out  what  the  public  feels  about  certain  services.  In  the  Spring  of  1996  we  decided 
to  change  that  by  conducting  a Citizen’s  Survey  of  City  Services—asking  those  who  use  our 
services  how  well  they  think  we’re  doing.  We  intend  tjiis  1996  Report  (attached)  to  set  a 
“baseline”  of  Citizen’s  views.  With  future  annual  Citizen  Surveys  we  will  be  able  to  tell  if 
changes  in  management  or  budget  priorities  translate  irttp  better  service  in  the  eye  of  the  user. 

For  example,  with  all  of  the  attention  being  paid  to  Muni,  we  will  be  able  to  tell  in  next  year’s 
survey  if  citizens  believe  service  has  improved  or  not. 

Performance  Measurement:  Citizen  Surveys  are  part  of  the  program. 

There  are  various  ways  we  can  test  how  effectively  and  efficiently  the  City  is  operating. 
Management  or  performance  audits  are  one  tool  which  the  City  is  using.  We  expect  that 
measuring  performance  by  asking  the  opinions  of  users  of  City  services  will  also  be  an  important 
part  of  the  City’s  overall  performance  measurement  program.  As  with  all  performance  measures, 
what  is  typically  more  important  than  one  year’s  score  is  the  movement  to  improve  performance 
fi-om  one  year  to  the  next.  However,  some  of  the  findings  even  in  this  first  year  are  worth  noting. 

Are  crime  statistics  meaningful? 

One  of  the  more  interesting  findings  of  the  survey  is  that  half  of  the  people  who  say  they  have 
been  the  victims  of  crime  also  say  they  did  not  report  it.  Crime  statistics  are  assumed  to  measure 
the  real  incidents  of  crime.  But  clearly  crime  statistics  only  measure  reported  crimes.  This 
annual  survey  will  help  us  to  understand  these  crime  statistics  in  the  future.  If  we  find  that  the 
crime  statistics  are  going  up,  we  can  tell  fi-om  our  survey  whether  people  are  the  victims  of  more 
crime  or  if  they  are  just  reporting  it  more  often. 
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Detail  of  responses  by  geographic  area  is  available  upon  request. 
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Citizens  Surveys  - General  Information 

Citizen  surveys  are  becoming  part  of  the  performance  measurement  process  in  a number  of  cities 
and  counties  throughout  the  country.  We  relied  on  a mimber  of  these  surveys  in  preparing  the 
one  for  San  Francisco,  especially  the  survey  which  the  Portland,  Oregon  Auditor-Controller  has 
conducted  for  a number  of  years. 

This  survey  was  done  in  the  Spring  of  1996.  We  were  not  ready  to  issue  it  until  now  because  we 
wanted  to  go  through  extensive  internal  and  external  reviews  of  all  of  our  data  to  insure  that  any 
findings  we  reported  would  be  statistically  valid.  Now  that  we  have  completed  the  process  we 
expect  we  would  annually  conduct  the  survey  in  January-February  and  issue  a report  in  April  or 
May. 


If  you  have  any  comments,  questions  or  concerns  about  the  Citizen  Survey,  please  feel  fi-ee  to 
contact  me  or  Anne  Jenkins  (554-6126)  of  my  staff  who  prepared  the  survey  and  produced  this 
report. 


Attachment 
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Approximately  half  of  crime  victims  did  not  report  the  incident  to  the  police,  for  both  violent  and  nonviolent  crime. 

Police  crime  statistics  can  measure  only  reported  crimes.  This  annual  survey  will  help  us  understand  crime  statistics  in  the  future.  If 
we  find  that  crime  statistics  are  going  up,  we  can  tell  from  our  survey  whether  people  are  the  victims  of  more  crime  or  if  they  are  just 
reporting  it  more  often. 
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African-American  and  Latino  residents  of  San  Francisco  are  underrepresented  in  the  sample.  Weighting  the  results  to  increas 
the  proportion  of  responses  from  African-Americans  and  Latinos  had  little  effect  on  city  wide  ratings.  Responses  for  the  total 
survey  sample,  therefore,  are  unadjusted. 
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In  general,  how  do  you  rate  the  City’s  recreation 
programs  and  facilities  (such  as  recreation/ 
community  centers,  playgrounds,  drama  and  dance 
classes,  art  centers,  summer  day  camps,  etc.)? 
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of  the  1996 


In  general,  how  do  you  rate  the  quality  of  your 
child’s  public  school,  or  your  neighborhood 
public  school,  in  the  following  categories? 
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Results  of  the  1996  Citizen  Survey 

Public  Safety 
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Results  of  the  1996  Citizen  Survey 

Public  Safety  (continued) 
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Results  of  the  1996  Citizen  Survey 

Public  Safety  (continued) 
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Note;  Percentages  may  not  total  100%,  due  to  rounding. 

* Number  of  responses  to  each  question,  excluding  blanks  and,  for  quality  ratings,  excluding  “Have  not  used”  responses.  **  A lower  mean  score  is  more  favorable. 


Results  of  the  1996  Citizen  Survey 

General 


O) 
3 E 
O T3 


OJ 

(0  TO 

"o  o 
o -a 

O)  W 

il 


0 


(D 
■ O 
C 

05  2^ 
0 

c e 

0 "D 


2 5 


D) 


o iS 
Q-  c 
.0) 


O SZ 

O)  o 


; 0 o 


0 6 ' 


j T3  ^ ■ 


o ro 


(D  0 O 0 
^ (/)  O c: 

caZ  ^ 9 


> £ 


Q.  0 


W 2 -2 


§■  O)  C c:  S,  0) 

w J « ^ ^ 0 

”8  Si  I § 

0-2  §-i  J;; 


0 C .05 


O 0 


^ §5  ^ 

Q.  C — 2 "O 

§ I S i 9 


d.  ^ o £ S)  (n  ^£ 


Note:  Percentages  may  not  total  100%,  due  to  rounding. 

* Number  of  responses  to  each  question,  excluding  blanks  and,  for  quality  ratings,  excluding  “Have  not  used"  responses.  **  A lower  mean  score  is  more  favorable. 
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Results  of  the  1996  Citizen  Survey 

Demographic  Information  (continued) 


Note;  Percentages  may  not  total  100%,  due  to  rounding. 

* Number  of  responses  to  each  question,  excluding  blanks. 


G)  Which  of  these  comes  closest  to 
describing  your  ethnic  background? 
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Note:  Percentages  may  not  total  100%,  due  to  rounding. 

* Number  of  responses  to  each  question,  excluding  blanks. 
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Results  of  the  1996  Citizen  Survey 


vO 

O' 


Office  ofthe  Controller.  City  and  County  of  San  Francisco 


Map  of  Geographic  Areas  for  Survey  Analysis 
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(1)  Sourcebook  of  Zip  Code  Demographics,  1995  ed. (2)  Excluding  50  surveys  for  which  zip  codes  are  not  known. 


